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BEFORE THE
GEORGIA PUBLIC SERVICE COMMISSION

In Re:

Performance Measurements for Docket No. 7892-U
Telecommunications Interconnection,
Unbundling and Resale

R . =

BELLSOUTH TELECOMMUNICATIONS, INC.’"S EMERGENCY MOTION
TO ESTABLISH INDUSTRY TASKFORCE AND TO SUSPEND
NEW MEASURE P-11 (SERVICE ORDER ACCURACY)

I. INTRODUCTION

BellSouth Telecommunications, Inc. (“BellSouth”) respectfully files this emergency
motion concerning the new performance measure P-11 (Service Order Accuracy), which the
Commission adopted in its November 14, 2002 Order. This new measure requires that
BellSouth’s service order accuracy performance be calculated based upon a mechanized review
of all partially mechanized Local Service Requests (“LSRs”), rather than a sample of all LSRs,
as is currently the case.

As explained in greater detail below, BellSouth has encountered significant technical and
practical problems in implementing the new P-11 measure. These problems are not unlike those
encountered by Verizon, which has been ordered to implement a similar service order accuracy
measure in its region but which to date has been unable to do so. BellSouth believes that it
would be worthwhile for the industry to work cooperatively to address the problems encountered
in calculating service order accuracy performance based upon a mechanized review of partially
mechanized LSRs. Accordingly, BellSouth moves that the Commission establish an Industry

Taskforce to address this issue and to submit a recommendation to the Commission within sixty



(60) days concerning the implementation of the new P-11 measure. BellSouth also moves that
the Commission suspend the new P-11 measure until such time as the Commission has the
opportunity to consider the Industry Taskforce’s recommendation and to decide how best to
proceed. In the meantime, BellSouth requests that it be granted leave to continue to report
service order accuracy performance (and to pay any associated remedies) consistent with the
current P-11 measure.
II. DISCUSSION

In its January 12, 2001 Order approving the Service Quality Measurement (“SQM?”) Plan
for BellSouth, the Commission adopted Measure P-11, which captures “the accuracy and
completeness of a sample of BellSouth’s service orders by comparing what was ordered and
what was completed.” Consistent with the SQM, BellSouth currently calculates service order
accuracy performance using a statistically valid sample of all service orders, including those
generated as a result of LSRs processed by BellSouth clectronically or on a partially mechanized
or manual basis.

During the workshops conducted last year as part of the Commission’s review of the
SQM, Competing Local Exchange Carriers (“CLECs”) requested that Measure P-11 be
modified. Specifically, several CLECs requested, among other things, that BellSouth begin
reporting service order accuracy performance based upon a mechanized review of certain types
of service orders rather than based upon a sample. According to these CLECs, such an approach
would be consistent with the way Verizon had been ordered to report its service order accuracy
performance. BellSouth had no objection to this proposal, and during the workshops, the parties
negotiated various aspects of this new service order accuracy measure, which were ultimately

adopted by the Commission in its November 14, 2002 Order.



In the fall of 2002, after the Commission had adopted the Staff’s recommendation to
modify the SQM, BellSouth began developing the software instructions (sometimes referred to
as “code”) necessary to implement the new P-11 measure. As this development work
progressed, BellSouth encountered a number of technical problems that prevent BellSouth from
implementing the new measure.

For example, an LSR submitted by a CLEC may have multiple versions. Generally, each
time the CLEC resubmits a given LSR to make changes, a new version number is assigned to the
changed LSR to distinguish it from earlier versions. However, the BellSouth system that issues
the service orders does not track LSR version numbers. As a result, when comparing an LSR
with multiple versions and the actual service order, BellSouth has been unable to develop a
mechanism to identify mechanically which LSR version should be used to determine whether
service was provisioned accurately and completely. Obviously, if an earlier version of the LSR
is used for this comparison but that version was superseded by a later version, the comparison
would indicate that the service was provisioned inaccurately, which may not be the case at all.

Likewise, by definition, there is a category of partially mechanized LSRs that fall out by
design for manual handling by the Local Carrier Service Center (“LCSC”). This fallout is
triggered when the CLEC populates a particular field in a particular manner. After the LSR falls
out to the LCSC, the BellSouth service representative makes changes to these fields so that the
order can be successfully provisioned by BellSouth’s downstream systems. In such cases, when
the LSR submitted by the CLEC and the order generated by the BellSouth service representative
are compared, there will be differences in particular fields, which does not necessarily mean that
the order was provisioned inaccurately. BellSouth has been unable to develop the coding logic

that would be necessary to address this problem.



BellSouth also has encountered problems in developing the code necessary to review
fields on the LSR which the CLECs requested and BellSouth agreed would be part of this
mechanized process. One of these fields is the “Remarks” field. The “Remarks” field on an
LSR is a free-flowing field that can be populated by the CLEC in numerous ways; this field will
rarely, if ever, match identically the “Remarks” field on the service order. Another example is
the “Feature Detail” field, which consists of floating identifiers and characters that are
impossible to compare accurately and completely. This list is merely illustrative, as there are
other fields that also have presented problems for BellSouth in implementing this new measure.

In implementing the new P-11 measure, BellSouth also has identified a practical problem
that should be of concern to CLECs and this Commission. Currently, when confronted with an
LSR that contains a minor problem, BellSouth’s LCSC representatives are trained to fix the
problem rather than clarifying the LSR back to the CLEC. Obviously, if the BellSouth LCSC
representative makes a change to one of the fields subject to this new mechanized process, the
LSR submitted by the CLEC and the service order generated by the service representative would
be different. This would result in a finding that the service order was “inaccurate,” even though
the CLEC may have received the exact service it wanted. Under such circumstances, BellSouth
may be left with little choice but to direct its service representatives to stop correcting problems
on the LSRs, no matter how minor, which would cause a greater number of LSRs to be clarified
back to the CLECs and delay CLEC customers getting service.

When BellSouth began encountering some of the coding problems described above,
BellSouth immediately contacted Verizon to learn how it had implemented a mechanized service
order accuracy process. BellSouth has had numerous discussions with Verizon representatives at

various levels of the company on this subject. Much to BellSouth’s surprise, according to the



representatives with whom BellSouth has spoken, Verizon continues to report service order
accuracy performance based upon a sample and has been unable to implement the mechanized
process. Verizon has been working on this project for well over one year, which has resulted in
CLECs’ agreeing to eliminate several of the fields that were originally part of the planned
mechanized process. However, based upon BellSouth’s discussions, it is unclear when, if ever,
Verizon will be able to implement a mechanized service order accuracy process.

Under the circumstances, BellSouth believes that it would be beneficial for the industry
in Georgia to work cooperatively on the new service order accuracy measure, as has been the
case in Verizon’s territory, and respectfully requests that the Commission establish an Industry
Taskforce for this purpose. It is BellSouth’s understanding that some of the CLEC
representatives who participated in the workshops in Georgia are involved with this issue in
Verizon’s territory, which should facilitate the Industry Taskforce’s work here.  BellSouth
belicves that this Industry Taskforce should be convened promptly and be given sixty (60) days
to submit a recommendation to the Commission concerning the new service order accuracy
measure.

In the meantime, BellSouth respectfully requests that the new P-11 measure be
suspended, at least until the Commission has thc opportunity to review the Taskforce’s
recommendation and decide how best to procced. At the same time, BellSouth should be
directed to continue to report service order accuracy performance and to pay any associated

remedies consistent with the current P-11 measure.



Respecttully submitted, this 20™ day of February, 2003.
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Bt

BENNETT L. ROSS ‘me/>
1025 Lenox Park Boulevard

Suite 6CO1

Atlanta, Georgia 30319-5309

(404) 986-1718

R. DOUGLAS LACKEY
BellSouth Center — Suite 4300
675 West Peachtree Street, N.E.
Atlanta, Georgia 30375

(404) 335-0747



CERTIFICATE OF SERVICE
Docket No. 7892-U

This is to certify that I have this day served a copy of the foregoing upon parties of
record, by electronic mail and by depositing same in the United States Mail, with adequate
postage thereon, addressed as follows:

Ms. Kristy R. Holley

Division Director

Consumers’ Utility Counsel Division
47 Trinity Avenue, S.W.

4™ Floor

Atlanta, GA 30334
kristy.holley(@cuc.oca.state.ga.us

Jonathan E. Canis, Esquire
Michael B. Hazzard, Esquire
Andrew M. Klein, Esquire
Enrico C. Soriano, Esquire
Kelley, Drye & Warren, LLP
1200 19™ Street, N.W., Suite 500
Washington, DC 20036
[Counsel for Z-Tel, KMC Telecom]
jcanis@kelleydrye.com
mhazzard@kelleydrye.com
aklein@kelleydrye.com
esoriano@kelleydrye.com

David I. Adelman, Esquire
Charles B. Jones III, Esquire

C. Christopher Hagy, Esquire
Hayley B. Riddle, Esquire
Sutherland, Asbill & Brennan LLP
999 Peachtree Street, NE

Atlanta, GA 30309-3996

[Counsel for ITC "DeltaCom, WorldCom]
diadelman@sablaw.com
cbjones@sablaw.com
hbriddle@sablaw.com

Suzanne W. Ockleberry, Esquire
AT&T Communications of the

Southern States, Inc.
1200 Peachtree Street, N.E., Room 8100
Atlanta, GA 30309
sockleberry(@att.com

Daniel Walsh, Esquire

Assistant Attorney General
Department of Law — State of Georgia
40 Capitol Square, S.W.

Atlanta, GA 30334-1300
dan.walsh@law.state.ga.us

Charles A. Hudak, Esquire

Ronald V. Jackson, Esquire
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Mark M. Middleton, Esquire
Mark M. Middleton, P.C.
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Norcross, GA 30092
[Counsel for CTAG]
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William R. Atkinson, Esquire

Sprint Communications Co.

3065 Cumberland Boulevard
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Atlanta, GA 30339
sill.atkinson{@mail.sprint.com

Rose Mulvany Henry, Esquire
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